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Vision
The Customer Service Unit at Imam Abdulrahman Bin Faisal Uni-
versity aims to provide an outstanding experience for beneficiaries

by efficiently and effectively receiving and processing inquiries and
complaints through the “Mustafid” platform, contributing to increased
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customer satisfaction and enhancing effective communication be-
tween the university and its stakeholders

Objective

Improve customer satisfaction by providing prompt and effective ser-
.vices to handle inquiries, requests, and complaints

Enhance communication between the university and its stakeholders
.to ensure their needs and expectations are met

Develop internal processes within the Customer Service Unit to
.achieve the highest quality standards in service delivery

Scope

This policy applies to all services provided by the Customer Service
Unit at Imam Abdulrahman Bin Faisal University, including the recep-
tion and handling of inquiries, complaints, and feedback submitted
through the “Mustafid” platform by students, faculty members, staff,
.alumni, and community members

Core Principles

Transparency: Providing clear and accurate information about proce-
.dures and services offered

Fairness and Equality: Treating all beneficiaries fairly and without dis-
.crimination

.Privacy: Protecting customer data and ensuring confidentiality
Prompt Response: Addressing requests and inquiries as quickly as
.possible according to approved standards

Continuous Improvement: Constantly striving to develop and improve
.service quality based on customer feedback

Customer Rights

The right to submit inquiries and complaints via the “Mustafid” plat-
form

.The right to receive clear and timely responses

The right to track the status of submitted requests and be informed of
.the actions taken

The right to provide feedback and suggestions for service improve-
.ment

Jrard G eaplaic {oLoJrJ| daola _pikgﬂg JLaill wa.” Brodl uaraivell dosa 63ag - Guaraiwell dosd Guwni dualw ﬂ




Policy Beneficiaries

.Male and female students

.Faculty members

Administrative staff

Alumni

Visitors interested in university services

Rights and Responsibilities
:Customer Rights

.The right to receive high-quality services
.The right to be treated with respect and professionalism
.The right to submit complaints and inquiries without obstacles

:Customer Responsibilities

.Providing accurate and correct information when submitting requests
.Complying with the rules and policies in effect at the university
Cooperating with Customer Service Unit staff to facilitate service deliv-
.ery

Responsibilities of the Customer Service Unit

Receiving and processing inquiries and complaints submitted via the
“Mustafid” platform

information regarding university Providing accurate and up-to-date
.services and procedures

.Following up on requests and ensuring timely resolution

Preparing regular reports on the type and volume of requests submit-
ted and the level of customer satisfaction

Developing and improving operational procedures based on customer
feedback

References

Privacy Policy and Terms of Use at Imam Abdulrahman Bin Faisal Uni-
.versity

Central Customer Policies and Regulations from the Digital Govern-
.ment Authority
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